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Past Data and Media 
(audio, video etc.) 



Z 



Off-line Profile e-manager 
to profile data and media 
for the e-commerce site. 
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Static Customer 
Profiles 



External Inputs 
(e.g., interest rate, 
festivals etc.) 




On-line Profile 
e-manager 



Customer accepts 



or rejects the deal 



Customer give^ a 
counter-offer 



Dynamic 

Customer 

Profiles 
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Crystallize infonnation 
learned from customer 
behaviour so far 
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Site & Customer 
Interact 




Customer 
Behaviour 
Monitor 



HI 



t 



Customer D.S.S* 



FlG.i 
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START/ 



The customer visits the site 



The Off-line Profile e-manager 
creates Customer Static Profiles 
using Past Data and Media 
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New T 




Yes 



No 



The On-line Profile e-manager 
assigns initial profile based 
on Static Customer Profiles 



The On-line Profile e-manager 
assigns initial profile based on 
the customer's last visit's profile 



The customer browses the site 
and picks item A to buy 



Customer Behaviour Monitor 
relays the customer's 
click-through, facial expressions 
and speech to the On-line 
Profile e-manager 
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The On-line Profile e-manager 
updates the customer's profile 
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e-negotiator offers a discount 
to the customer on item A and B 
as a price-pack, based on 
the customer's updated profile. 



T 



2<2 



L 



f 

The customer accepts, the offer 
1 \ 



The On-line Profile e-manager 
updates the customer's profile 



e-negotiator sends the 
feedback to the On-line 
Profile e-manager 



The customer visits the page 
of item C many times. 
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START 



The customer visits the site 




The Off-line Profile e-manager 
creates Customer Static Profiles 
using Past Data and Media 



The On-line Profile e-manager 
assigns initial profile based 
on Static Customer Profiles 



The On-line Profile e-manager 
assigns initial profile based on 
the customer's last visit's profile 
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The customer visits the page 
for item C many times 



Customer Behaviour Monitor 
relays the customer's 
click-through, facial expressions 
and speech to the On-line 
Profile e-manager 



The On-line Profile e-manager 
updates the customer's profile 
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e-negotiator asks the 
customer to quote a price 
^for item C 



The customer quotes a price 



e-negotiator cystallizes the 
information learned from the 
customer behaviour so far 



customer accep ts or rejects customer counter-offers 



Past Data and Media is 
updated to record the 
transaction 



e-negotiator uses the customer's 
dynamic profile to negotiate the 
price wit h the customer. 



The On-line Profile e-manager 
updates the customer's profile 
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[START)-* 



The customer visits the site 



The Off-line Profile e-manager 
creates Customer Static Profiles 
using Past Data and Media 
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The On-line Profile e-manager 
assigns initial profile based 
on Static Customer Profiles 



The On-line Profile e-manager 
assigns initial profile based on 
the customer's last visit's profile 



The customer browses the site 



The On-line Profile e-manager 
updates the customer's profile 
for "Summer" season 
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e-negotlator offers X 
^frequent flier points for an 
airline with purchase of 
item A. 



The customer buys item A 
and gets the frequent flier 
points 



e-negotiator c^stallizes the 
information learned from the 
customer behaviour so far 



The customer pays using a 
card Y 



Past Data and Media is 
updated to record the 
transaction 
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Date, Time, Season 

Geographical LiOjcation • Past Da^aiv • ^V;W||g||^^ 



. Dsata-lVfiner 
(e.g^ JntelUgent Mlner^) 



■ ■■ ' • ' ^ ■'" " fc' ' '■ fc-— - i r II I'll. 



Shopping B^d^irafSijjpu^ 



: Correlate the arint^^ -5^3 
• Dat^ -and M'^aia^|*Ri#;T;^^ 



.■'.-.iv- - . 



Final At 
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Click^Thru Closest matching .' K^^ic^ds 
Sequence Facial tpna^e' ., ' Atidfibi'Qlila 



Time^iS.ieasoin, 
Geographical _ 
area. Iresliyals : = 
etc. : i ' ' 

/Customer's: 
:R)3sp9hsesi;to: 



asked by: 
e-negptiator 
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^ Change in $Sift|pr^ 
: e.g lnteres|i<l%^;-(j!^r$<|3^;4:gf^ 
. product t)r^|s^srnj^E^^^ 
. and wants, to i|ilfy?iii: 



f-'iliji"'''' 

>.-:;••.•.'.:: ■.- 



Custom^r^lcliFrilntrRr^^ : i'SiMi 



1 



. • New CustoWe|i^Wte:t: 
^ig. Makes in^lrtSi ^iiijabhl 
: interested: \n. ^'|^iiRiulap 
: • brand, warrts- ik^^^i^Mi'^^^^^'^ 
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: Custprrier's click:: 



Custdmeplisifabfal^ 



iCifckhthru so, 



GlickrTHnj'i 



7oZ 




I 



Look Upi :pi3tlirbase 
of Facial iraap^--^ Ia^''-^ 
(e.g. fFqvS«pT:it^g:,.^n^^^^^ 



?^;u.i^-ij;7<f:!£-:{ 
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Negotiation Strategy 
followied so far - — 
in thisi transaction 



Giet nipre Ibforrriatibh 
on. GustQniteR-Pnbfife' 



Customer's H^&^-Pii^i^i 




ipn: how to gather ; ' . 
more, ^f^rdfile mfoFma^ 



••*-::• . " ■ - 1^':' .'^;;t ''•;*.•*: 
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ASK Uuestions/: 
:Make;an offer :i 



,rUn-Line Profile V ^^^n 
. ; ^riyiaiiagerJT 
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